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With the development of the social economy and increase of the service need, more 
and more companies lay more stress on the point of “customer centered” during the 
enterprise managements, especially in the service industry. Based on the tendency and 
necessity of the managements, the study topic of this paper aims to how to improve 
customer satisfaction index on the trade retailer of the building materials. The paper 
takes the example of the RS Company, and discusses the detail solutions. As the 
starting point of the theory on the customer satisfaction index, lead in the concept of 
customer perceived value, and discuss how the customer satisfaction changes 
depending on the customer perceived value. Then combines with the practical 
position of RS Company, and finds out the five customer key contact points. These 
points include shop image, sales person, measurement & device, installation and 
after-sales service. Then analyses the current situation on every contact point, and 
finds out the concrete problems, on which the paper puts forward the improvement 
actions. At last, puts every improvement action together to form a series of solutions, 
which be suited to the company and be easy to carry out, and accesses the qualitative 
and quantitative effects of the whole solution on the increase of the customer 
satisfaction index. 
The paper adopts the different angle to study customer satisfaction index on the basis 
of the customer contact points. It is a bit of novelty of this study, and there are 
practicality and operability of the solutions. So this study has a degree of reference to 
the trade retailer of building materials, and also be useful to the other retailer industry. 
But due to the limit of my own ability and the change of market information, the 
study has a narrow limitation, especially in facing to the change of customer group, 
which is the next study direction we should study deeply. 
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年，中国建材家居行业的市场规模达到 37242.9 亿元，预计 2014 年仍将保持较
快速度增长，预计增长速度在 9%到 10%之间， 市场规模将达到 40709 亿元。
2013 年，排名前 11 位的家居连锁流通企业总收入达 1222.69 亿元，占全国规模
以上建材家居流通企业销售总额的 9.8%，其中红星美凯龙以网点总数 113 家，
总收入超 500 亿元成为中国建材家居流通业的领导品牌；居然之家以网点总数
78 家，总收入超 300 亿元成为行业亚军，这两个企业已经把其他竞争对手远远
地甩在后面。位于第二梯队的月星、欧亚达、集美家居年销售业绩均约 100 亿元，
店铺数量分别为 25 家、18 家、8 家；位于第三梯队的宜家网点数量 15 家，总
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2005 年 7 月，东方家园（厦门）在湖里翔鹭开业，占地 3.7 万平方米，提供
15 大类 80000 余种建材家居商品。东方家园是全国性的统一连锁超市，统一采
购，统一经营。它的到来，标志着厦门进入新的建材商业格局。（另注：东方家
园厦门店已于 2013 年 3 月倒闭） 
2005 年 9 月，百安居（厦门）在明发商业广场开业，占地一万平方米，销
售 9 大类 30000 多种商品。百安居（B&Q）隶属于世界 500 强企业之一的英国翠
丰集团（Kingfisher Group），是世界领先的大型国际装饰建材零售集团。 
2005 年 11 月，厦门吉家家世界在枋湖穆厝开业，投资 1 亿，占地 10 万平
方米，入驻商户 400 多家，是厦门第一家大型的一站式家居购物广场。 
2010 年 9 月，喜盈门（厦门）建材家具广场在集美同集南路开业，投资 6
亿元，占地 12.8 万平方米，入驻商家 1000 余家，是厦门岛外最大的一站式家居
购物广场。 
2010 年 10 月，红星美凯龙全球家居生活 MALL 在钟宅开业，投资 6.5 亿，







本人和我先生在 2005 年创办了 RS 商贸有限公司，从事建材的销售业务，主
要以门店销售为主，迄今为至，已经有 9 年的从业历史，鉴于对建材市场有一定
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图 1-1  研究框架 
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